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The Ultimate CRM Handbook  
The Ultimate CRM Handbook distills the latest innovations in CRM into proven, practical ideas 
for designing and delivering value-focused, financially sound solutions. Chapter by chapter, 
influential thought leaders from Accenture, the world's leading management and technology 
services organization, share insights and hands -on experiences that will help you achieve new 
capabilit ies for sales, service, and marketing that please customers, satisfy shareholders, and 
deliver a measurable return on investment. 
Today, customers demand much - and expect more. To meet these expectations, many companies 
feel compelled to acquire more channels to serve, more skills, and more technologies than they can 
easily integrate or comfortably afford in the eyes of cost-conscious investors. Furthermore, as 
yesterday's CRM innovations quickly become today's standard practice, companies are d iscovering 
that the competitive benefits of new capabilities are short-lived. 
The Ultimate CRM Handbook shows how companies can face these challenges head-on by 
following three guiding princip les: 
 Customer experience is essential to creating brand value 
 Customer insight should inform and drive customer treatment  
 CRM programs should be executed in a pragmatic way that mit igates financial and 
delivery risk 
The Ultimate CRM Handbook includes chapters from more than three dozen Accenture 
professionals. The authors' combined experience, insight, and understanding reveal what it takes to 
succeed with CRM; how to use new capabilities and approaches to drive profitable growth and 
increase brand value; how to use your knowledge of customer needs and preferences to create 
more p rofitable interactions; and how to structure new CRM investments to manage risk and 
ensure return on investment. 
Innovative, value-focused CRM is one of the most difficult yet essential goals to achieve in today's 
marketplace. The Ultimate CRM Handbook is a valuable tool for driving the CRM agenda at your 
organization, one that will guide you to attain an ever-rising standard of excellence in building 
long-lasting, one-to-one relationships that will endure and grow through all stages of the 
purchasing cycle - and in every competit ive environment. 
